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DETAILED ACTION 
Claim Rejections - 35 USC § 102 

The following is a quotation of the appropriate paragraphs of 35 
U.S.C. 102 that form the basis for the rejections under this section made in 
this Office action: 

A person shall be entitled to a patent unless - 

(e) the invention was described in (1) an application for patent, published under section 122(b), by 
another filed in the United States before the invention by the applicant for patent or (2) a patent 
granted on an application for patent by another filed in the United States before the invention by the 
applicant for patent, except that an international application filed under the treaty defined in section 
351(a) shall have the effects for purposes of this subsection of an application filed in the United States 
only if the international application designated the United States and was published under Article 21(2) 
of such treaty in the English language. 

Claims 1-10, 19-20, 24, 32, 34-37 are rejected under 35 
U.S.C. 102(e) as being anticipated by Busey et al.(6,665,395) 

With regards to claim 1 , Andrews teaches a network spanning 
heterogeneous call center controller(Fig. ^A@^4) for use with a circuit 
switched private branch exchange(Fig. ^A@, 10, 26) and a packet 
switched private branch exchange(Fig. 1A(g, 12, 28), the network spanning 
heterogeneous call center controller comprising: 

a circuit switched PBX interface to communicate with the circuit 
switched PBX(interface to the POTS ACD is inherent), a packet switched 
PBX interface to communicate with the packet switched PBX(interface 
WEB ACD is inherent); and a processor communicatively coupled to the 
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circuit switched PBX interface and to the packet switched PBX 
interface(Fig. 1a@14). 

Claim 2 is rejected because in Busey, circuit switched control 
messages are sent to the POTS ACD and packet switched messages to 
the WEB ACD. 

Claim 3 is rejected because in Busey, the central controller uses the 
direct calls from the public networks to the Agents. This is an inherent 
function of a call center(Fig. 1A). 

Claim 4 is rejected because the Agent terminals in Busey is 
connected to the POTS ACD(the circuit switched PBX). 

Claim 5-6 are rejected for the same reasons as claims 3-4 because 
the controller direct calls from the internet to agent terminals. 

Claims 7-8 are rejected because these features are inherently taught 
because calls are placed in a queue pending a decision on the agent with 
the necessary skill sets to handle the call or pending the next available 
agent . 

Claim 10 is rejected because in Busey, the circuit switched call is 
transmitted over a POTS by a long distance carrier(Fig. 1 A). 

With regards to claims 19-20, Busey teaches a method comprising: 
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Receiving an indication that a circuit switdied call has been received by the 
coupled circuit switched PBX(incoming call); and communicating an 
instruction message to transfer the call to an agent terminal coupled to the 
circuit switched PBX(inherent function a call center). 

Claim 24 is rejected for the same reasons as claim 19 because in 
Busey , calls are received from an IP phone. 

Claim 32 is rejected because Busey teaches a network comprising: a 
circuit switched PBX(POTS ACD), a packet switched PBX(WEB ACD), a 
network spanning heterogeneous call center controller(communications 
and control), a first control path... , (Fig 1 A, link from control to POTS ACD), 
a second control path.... (Fig. 1 A, link from control to Web ACD), a network, 
the network responsive to the circuit switched PBX, the packet switched 
PBX, and to the heterogeneous call center controller, the network having a 
plurality of output communication channels for connection to a plurality of 
agents(links to agents from the Web ACD and POTS ACD). 

With regards to claims 34-37, Busey teaches a method comprising: 
receiving a circuit switched call event from the circuit switched PBX(Fig. 
1 A, incoming call request from a caller on the PSTN), receiving an internet 
protocol call from the packet switched PBX(receiving a call request from a 
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caller on the Internet),; and processing the circuit switched call event and 
the internet protocol call event responsive to the circuit switched PBX and 
the packet switched PBX respectively using control messages, 
(communications and control performs routing function by directing calls to 
Agent system). 

Claim Rejections - 35 USC § 103 

The following is a quotation of 35 U.S.C. 103(a) which forms the 
basis for all obviousness rejections set forth in this Office action: 

(a) A patent may not be obtained though the invention is not identically disclosed or described as set 
forth in section 102 of this title, if the differences between the subject matter sought to be patented and 
the prior art are such that the subject matter as a whole would have been obvious at the time the 
invention was made to a person having ordinary skill in the art to which said subject matter pertains. 
Patentability shall not be negatived by the manner in which the invention was made. 

Claims 9, 21-23, 25-28 are rejected under 35 U.S.C. 103(a) as being 
unpatentable over Busey et al. 

With regards to claim 9, it is well known in the art that callers placed 
on hold listen to music or a statement informing the caller that someone will 
be with them shortly. It would have been obvious to one of ordinary skill in 
the art to combine this well known art with Busey for the purpose of playing 
music while the caller is on hold. The motivation is to encourage the caller 
to stay on hold. 
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Claims 21-23 are rejected because placing calls into a call queue 
prior to transfer to an agent and storing a call record are well known 
procedures in a call center. The purpose being to route calls on a first come 
first serve basis or to identify the agent to assign the call to based on skill 
set of the agent. It would have been obvious to one of ordinary skill to 
combine this well known art with Busey for the purpose of queuing calls 
prior to routing. 

Claims 25-28 are rejected because it is well known that the internet 
supports data as well as voice services. Hence it would have been obvious 
to one of ordinary skill in the art that such services such as VOIP can be 
supported by the system in Busey to a caller. Busey supports Web page 
content and email. (fig. 1A) 

Allowable Subject Matter 

Claims 29-31 are allowed. 

Claims 11-18, 33 are objected to as being dependent upon a 
rejected base claim, but would be allowable if rewritten in independent form 
including all of the limitations of the base claim and any intervening claims. 

Any inquiry concerning this communication or earlier communications 
from the examiner should be directed to Kenneth N Vanderpuye whose 
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telephone number is 571-272-3078. The examiner can normally be 
reached on l\/l-F(7:30-5:00) Second Friday Off. 

If attempts to reach the examiner by telephone are unsuccessful, the 
examiner's supervisor, Chau Nguyen can be reached on 571-272-3126. 
The fax phone number for the organization where this application or 
proceeding is assigned is 703-872-9306. 

Information regarding the status of an application may be obtained 
from the Patent Application Information Retrieval (PAIR) system. Status 
information for published applications may be obtained from either Private 
PAIR or Public PAIR. Status information for unpublished applications is 
available through Private PAIR only. For more information about the PAIR 
system, see http://pair-direct.uspto.gov. Should you have questions on 
access to the Private PAIR system, contact the Electronic Business Center 
(EBC) at 866-217-9197 (toll-free). 



KNV 

3/27/05 
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